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FOREWORD 

Welcome to the Strategic Training Plan – Travel Sector  
2009 – 2015.  

The purpose of this document is to apply and priori tise 

skills development within a wider, more comprehensi ve 

workforce development approach for the travel indus try. 

This document is based on research conducted by Auckland University 

of Technology during November 2008 in conjunction with ATTTO, 

NZITT and coordinated by Projects International. The full research report is available on  

ATTTO’s website www.attto.org.nz 
   

Workforce development planning places the short, medium and long term training needs of 

the travel industry within a wider view of how the travel industry attracts, screens, recruits, 

develops and quality assures education and training. This framework of workforce 

development is illustrated in Figure 1. The headings in this document correspond to the 

framework categories and reflect the areas in which training information was gathered from 

industry: 

 
Figure 1: Travel Industry Workforce Development Analysis and Planning Approach 
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Comprehensive workforce development must provide prioritised action across each 

part of the workforce development process, across all industry sectors.  

In the following document we offer a summary of travel workforce development goals 

developed from the industry research. These offer recommendations and actions that 

will deliver short, medium and long-term outcomes to the travel industry. Our main 

focus is travel employers and their learners.    

Vision 

Given the current workforce challenges we intend, long term to work with the travel 

industry to get:  

“The right people at the right time, with the right skills in the right place, 

contributing to productive, sustainable businesses. ” 

In a tight or challenging labour environment, the supply of good people at any level 

can be critical to a business’ success. It’s important to plan a cohesive way forward 

under such market conditions. Travel businesses of all types want to have 

confidence that the formal training available from ITO’s and other tertiary providers 

such as polytechnics, private training establishments (PTEs) and universities at any 

stage of career development, will: 

·  reduce initial employment costs including time to competence once 
employed 

·  increase the relevance of the skills learned on or off the job if 
investment in training or qualifications is made 

·  contribute to the productivity, profitability and sustainability of the travel 
business. 

We’re going to need industry and provider help to make this work for travel 

businesses. We look forward to working together to achieve a good outcome for the 

sector.  

If you have any questions or comments, please contact me by email: 

elizabeth.valentine@attto.org.nz 

 

 

 

Elizabeth Valentine 
Chief Executive 
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EXECUTIVE SUMMARY 

The continuing development of a skilled Travel Industry workforce is vital for the 

ongoing sustainability of a vibrant Travel Industry.  

Currently there are close to 7,000 people employed in the travel sector, with 

approximately 4,500 of these working in the core occupations of “travel consultant” 

and “agency manager”. Although the Internet has had considerable impact on the 

travel industry, by giving clients ready access to online booking and information 

services, this development has expanded the number of sector job roles, resulting in 

modest and continued growth of job numbers.  

Good travel sales skills still involve being an effective and trustworthy advisor, having 

strong product knowledge, understanding customer’s needs and developing a client 

relationship. However, technologically, the world of travel is shifting, and in this 

changing environment the skills that recruits must bring, and are being developed by 

workers in the Travel Sector, must also change. 

The Travel Industry must face and address a number of skills issues and challenges 

to ensure that Travel companies have the workforce required to maximise 

opportunities into the future. 

Key issues and challenges identified in the research include the: 

·  limited promotion of career options and pathways in the Travel Industry 

·  many pre–employment trained students who are poorly prepared for entry 

employment roles 

·  proliferation of courses that are not linked to the industry endorsed national 

qualifications 

·  safeguarding of best practice in selection, induction and development of staff 

across the industry 

·  maintaining alignment of national qualifications to the dynamic requirements 

of the Travel Industry 

·  variation of quality in training delivery across New Zealand. 
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This Travel sector strategy considers these issues and challenges, proposing 

recommendations and actions to meet them, within the context of the Workforce 

Development Framework. This Framework captures the progression of employees 

through the successive stages of workforce development through the following 

phases:  

·  Promoting the Travel Industry 

·  Selecting for Success 

·  Starting in a New Role 

·  Gaining New Skills at Work 

·  Recognising Success 

·  Keeping the Investment 
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Key Recommendations and Actions 

A summary of the key recommendations and actions of the strategy are identified as:  

·  The development of a career web portal, NZ Skills Connect, that includes 

user-friendly information, developed for learners, parents and educators that 

presents the Travel Industry as a viable career option 

·  The development of a Travel Gateway Programme for senior secondary 

school students 

·  An investigation into the potential uses and benefits of e-portfolios technology 

for industry employees 

·  An investigation into mechanisms for the development and distribution of 

good practice employee selection tools for use by employers 

·  A review of current qualification maintenance processes and the 

implementation of review findings to ensure that national qualifications are 

revised at appropriate periods to remain relevant to the changing needs of the 

Travel Industry 

·  An investigation aimed at identifying processes for industry and providers to 

work together to improve the alignment of provider training programmes and 

outcomes with the needs of industry 

·  The annual collation and publishing of industry statistics and information in a 

form that allows funding and programme decision makers to align their 

decisions with the needs of industry. 

The implementation of these recommendations and associated actions will ensure 

that the Travel Industry: 

·  advances the recognition of the sector as a viable career option 

·  has a clear pathway of national travel qualifications and associated training 

and tertiary education programmes that support the professional careers of 

employees 

·  is better able to recruit and select people with the required skills, aptitude, 

attitude and abilities for the industry 

·  is better able to retain and support employees through nationally structured, 

supported and ongoing learning processes 

·  has on and off-job programmes aligned to specific travel sector needs 

·  has assessment and quality assurance tools developed, implemented and 

maintained that meet the needs of the travel sector. 



ACTION PL AN 

 Goal  2009 – 2010 – 2011 

1 “The Travel Industry is 

recognised as a viable career 

option that attracts entrants 

with the potential to succeed” 

1.1 ATTTO will develop a career web portal (NZ Skills Connect) that includes user-friendly information, developed for 

learners, parents and educators that presents the Travel Industry as a viable career option. 

1.2 ATTTO will work with the Travel Industry and schools to provide and promote a Travel Gateway Programme. 

2 “The Travel Industry is better 

able to recruit and select 

people with the required 

skills, aptitude and abilities” 

2.1 ATTTO will work with TAANZ to develop a publically available on-line self-screening tool for inclusion on the ATTTO 

Careers Web Portal, NZ Skills Connect. 

2.2 TAANZ will investigate mechanisms for the development and distribution of good practice employee selection tools 

for use by employers. 

2.3 ATTTO in conjunction with TAANZ will complete an investigation report aimed at identifying processes for industry 

and providers to work together to improve the employment outcomes of pre-employment programme graduates. 

 
3 “The Travel Industry is better 

able to retain and support 

new employees through 

nationally structured and 

supported learning 

processes” 

3.1 TAANZ and NZITT will complete an investigation that identifies mechanisms for the development and distribution of 

good practice templates and guidelines for Individual Learning Plans. 

3.2 ATTTO will complete an investigation on the potential uses and benefits of e-portfolios technology for industry 

employees. 

3.3 TAANZ and NZITT will complete an investigation on the options and benefits of developing a national system of 

workplace nominated mentors to support individual learning processes in SMEs. 
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4 “On and off-job learning and 

support programmes are 

aligned to specific Travel 

Industry professional 

development needs” 

4.1 ATTTO will work with TAANZ and providers to regularly monitor, identify and meet the training needs in priority areas. 

4.2 ATTTO will maintain a database of training information and relevant Travel Industry courses as part of the ATTTO 

Travel Industry portal, NZ Skills Connect. 

4.3 ATTTO’s Travel Training Council in conjunction with TAANZ will complete an investigation report aimed at identifying 

processes for industry and providers to work together to improve the alignment of provider training programmes and 

outcomes with the needs of industry. 

4.4 ATTTO will complete an enterprise based Recognition of Prior Learning (RPL)/Recognition of Current Competency 

(RCC) exercise and implement key findings of the study. 

 
5 “Industry understands and 

values the place of skills 

recognition, assessment and 

moderation in national travel 

qualifications and the role 

these have in lifting the bar in 

professional development in 

the sector” 

5.1 ATTTO will develop and publish further information for industry and providers on assessment and moderation 

processes and complete a review of ATTTO assessor training needs. 

5.2 ATTTO will review current qualification maintenance processes and implement review findings to ensure that the 

national qualifications are revised at appropriate periods to remain relevant to the changing needs of the sector. 

5.3 ATTTO will complete a survey of companies and providers in 2010 to gauge the understanding and effectiveness of 

assessment and moderation processes. 

 
6 “National travel qualifications 

and associated training 

programmes support the 

professional careers of 

Travel Industry employees” 

6.1 ATTTO and the Travel Industry associations will annually collate and publish industry employment statistics and 

information in a form that allows funding and programme decision makers to align their decisions with the needs of 

industry. 
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IMPLEMENTATION T IMELINE 1 

 Goal  2009 2010 2011* 

1 “The Travel Industry is recognised 
as a viable career option that 
attracts entrants with the potential 
to succeed” 

NZSkillsConnect launched NZSkillsConnect functionality 
increased and currency retained 

NZSkillsConnect reviewed, 
currency retained, functionality 
increased  

Planning and funding for Travel Gateway 
programme established 

Development of Travel Gateway 
Programme initiated 

Travel Gateway Programme 
introduced to secondary schools 

2 “The Travel Industry is better able 
to recruit and select people with the 
required skills, aptitude and 
abilities” 

On-line self-screening tool added to 
NZSkillsConnect 

On-line self-screening tool 
functionality reviewed and revised 

On-line self-screening tool 
functionality reviewed and 
revised 

Investigative report on good practice 
employee selection tools completed. 
Simple processes implemented. 
Implementation project scoped and 
funding established 

Report findings implemented  

PTE and ITP representation on ATTTO 
Training Council re-established 

Investigation report on how industry and 
providers can work better together 
completed. Initial findings implemented 

Report findings implemented Industry/provider relationship 
reviewed 




































 

1 * The Travel Industry Skills Development Strategy will be reviewed and updated in 2010 for 2011 in line with ATTTO’s Tertiary Education Investment Plan, and an action and 
implementation plan established for the period 2011 to 2015 agreed with all key parties. 
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 Goal  2009 2010 2011* 
 
3 “The Travel Industry is better able 

to retain and support new 
employees through nationally 
structured and supported learning 
processes” 

 

Investigation report on templates and 
guidelines for Individual Learning Plans 
completed. Simple processes 
implemented. Implementation project 
scoped and funding established 

Report findings implemented  

 e-portfolios investigation  
completed 

Report findings implemented 

Investigation on feasibility of national 
system of workplace mentors completed, 
project scoped and funding established 

Report findings implemented  

 
4 “On and off-job learning and 

support programmes are aligned to 
specific Travel Industry professional 
development needs” 

New and further training opportunities 
identified for priority areas 

Surveys completed and new and 
further training opportunities 
implemented for priority areas 

Surveys completed and new and 
further training opportunities 
implemented for priority areas 

Database of training information available 
on NZSkillsConnect 

Accuracy of database of training 
information maintained 

Accuracy of database of training 
information maintained 

In conjunction with providers, complete 
investigation and report on aligning of 
provider training programmes with the 
needs of industry completed 

Report findings implemented  

 Enterprise-based RPL/RCC 
scoping exercise completed  

Scoping exercise findings 
implemented 
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 Goal  2009 2010 2011* 
 
5 “Industry understands and values 

the place of skills recognition, 
assessment and moderation in  
national travel qualifications and the 
role these have in lifting the bar in 
professional development in the 
sector” 

Information on assessment and 
moderation processes published 

All learners requiring upskilling identified 

Review of ATTTO assessor training 
completed. Simple processes 
implemented. Implementation project 
scoped and priorities for 2010 scoped and 
funding established 

Review findings implemented  

Review of qualification currency and 
maintenance processes completed in 
conjunction with providers, with a view to 
establishing a collaborative national map 
of provision where national standards are 
desirable 

Review findings implemented  

 Survey of companies and providers 
on assessment and moderation 
knowledge, understanding and 
processes completed 

Actions identified from survey 
implemented 

TAANZ and ATTTO work together to 
agree and finalise how qualifications 
requirements are included in TAANZ 
bonding, and how these are made 
valuable and relevant 

Review findings implemented in 
TAANZ Membership policy 

 

 
6 “National travel qualifications and 

associated training programmes 
support the professional careers of 
Travel Industry employees” 

Methodology for reporting annual Travel 
Industry employment statistics and 
information identified 

Annual Travel Industry employment 
statistics and information published 

Annual Travel Industry 
employment statistics and 
information published 



B ACKGROUND 

In conjunction with industry, it is the role of ATTTO as an Industry Training 

Organisation to ensure the appropriate qualifications, training programmes and 

supporting systems are in place to provide the continuity of supply and sustained 

growth of skilled people for the New Zealand Travel Industry. A skilled workforce 

ensures that travel agencies are vibrant, dynamic and responsive to change. 

The increasing connectivity of people through the Internet to information and services 

has changed and expanded roles in the travel workforce. The range of support and 

management positions, including corporate and strategic managers, recruitment and 

human resources, IT support and administrators has grown, even with increasing 

client use of online travel booking services. There has also been a growth in both 

wholesale and brokerage roles, as the impacts of increased and improving Internet 

activities brings about mergers and alliances to better meet client needs and for 

travel businesses to stay viable. 

The Travel Agents' Association of New Zealand (TAANZ) reports a continuing slow 

decline in its number of full member head offices and branch locations, but equally a 

similar rate of increase in approved salespersons, or travel brokers. The number of 

agency head offices and branches declined from 476 to 453 in the 2007/2008 year, a 

drop of 4.8%2. 

The sector is comprised of traditional “High Street” agencies, transacting leisure and 

corporate travel, generally affiliated to the network chains, which in turn are 

supported by wholesale chain operations. This vertical integration is now 

commonplace in the industry and provides industry people with the opportunity to 

move between various business units within a single organisation. 

In the past 10-15 years, the Travel Industry has been affected by two major changes: 

I. revenue generation has changed from being largely commission-

based to a service-fee model, and  

II. the impact of information and communication technologies. 

Rapid development and improvements in technology has seen agencies move 

toward providing their own online solutions for customers, who increasingly want to 

take charge of their own arrangements.  




































 

� 
TAANZ, Annual Report 2008
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1 .  PROMOTING THE TRAVEL INDUSTRY 

1.1 Overview 
Travel Industry perceptions are that the profile and image of the industry needs to be 

raised.  Potential candidates often do not consider the Travel sector as a long-term, 

professional career choice. A job in the Travel Industry is frequently seen as:  

·  Short term 

·  Low paid 

·  Providing poor career opportunities. 

It is often perceived as a transient job that is an interim solution before moving onto a 

‘serious’ and ‘professional’ career.  

Travel companies put significant resource into training new recruits in order to ensure 

they are capable of doing the job effectively, only to have them leave before seeing a 

full return on their training investment. 

The high turnover within the sector of newly trained junior employees represents a 

significant cost to businesses, which are then left to recruit and re-train new staff.  

The Travel Industry is particularly transient in nature at job entry level, contributing 

significantly to the workforce skills shortage that the sector currently faces.  

What the research said: 

·  Over 60% of those responding to the survey indicated that they had difficulty 

in attracting the right applicant across all levels.  

·  Three quarters of respondents (75%) indicated that 'Skill limitations' is the 

main reason, followed by 'remuneration' (39%) and 'not enough interest' in the 

position (34%).  

Low pay is considered a factor to sustaining retention at a junior level. However, 

advancement can be rapid, and performance based remuneration at intermediate 

and senior grades can be significant, matching, or bettering other sectors of the 

economy. 

Currently within high schools there is a poor understanding of the professional career 

opportunities, the range of jobs, and the portability of acquired skills to be gained 

from working within the Travel Industry.  
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Travel Industry promotion within schools, and the wider community, is primarily 

through tertiary training providers, who alongside promoting the sector responsibly, 

have a commercial imperative toward ensuring: 

·  Maximum numbers on courses 

·  Lengthy courses (which attract maximum EFTS) 

·  Local level training options.  

This has resulted in a confused landscape for new entrants to the Travel Industry. 

The plethora of local3 qualifications, up to diploma level 6, offered through both 

private training establishments and polytechnics (providers), does not present a 

potential employer with sufficient surety that the learning involved with a particular 

qualification has equipped the candidate with the necessary skills for the position, nor 

the ability to reduce either employment costs or time to on-job competency and 

therefore increase team productivity.  

While there are two National Certificates in Travel developed by industry 

representatives through the ATTTO, there are also 53 local courses offered by 

training providers.  Thirty-one of these local courses are linked to the National 

Certificates in varying ways, but the remainder have no links to the national 

qualifications. 

The learners themselves are faced with a confusing range of local qualification 

options, and in many cases they are unable to make informed decisions as to either 

the usefulness or the validity of the qualification in the workplace. 

Employers report that too many learners undertaking Travel training courses emerge 

with a theory-based qualification, with insufficient understanding of the industry, and 

learning that is difficult to relate to and apply in the workplace. The general feeling is 

that most provider courses are not aligned to industry needs. 
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1.2 Sector Goal 

 
“The Travel Industry is recognised as a viable care er option that attracts 

entrants with the potential to succeed” 
 

1.3 Strategy 
The key to the continued growth of the industry is the ability to attract and retain the 

right kind of entrant into the Travel Industry. The number of applicants is not 

perceived as a problem – the issue is with the quality of those that apply. 

As the New Zealand economy becomes more diverse, there is increasing 

competition with other sectors to recruit entrants with the desired blend of “hard” and 

“soft” skills; these being technical and customer service abilities. Numeracy and 

literacy skills are also vital in a rapidly changing sector, where travel consultants are 

required to be increasingly “information literate”. The skill gap in this area is regarded 

by industry as one of the most pressing, and must be addressed urgently. 

A number of strategies are required to ensure that the quality of applicants for travel 

positions is improved. Options to be considered are: 

a. Industry-wide agreement to the development and maintenance of a clear 

pathway of national travel qualifications, which attract and educate the right 

people. This would need to be achieved in conjunction with PTEs and 

polytechnics 

b. Promotion of industry-aligned and endorsed training programmes leading to 

these national qualifications  

c. The Travel Industry actively engaging with tertiary providers to promote career 

opportunities, and support learners through providing “real” industry on-the-job 

experiences, which complements classroom learning 

d. Engaging with learners at an earlier stage in secondary schools. Using a whole-

of-industry approach to promoting the travel sector as an attractive career choice 

to high school students at Year 10 and beyond with straight to work and work-

based training promoted along side provider based training as a viable option 

e. A web portal, using interactive technology, which would enable learners to 

interact with the sector to learn about travel careers. “Questions and Answers”, 

“Industry Mentor”, or “Forum” features would be important engagement tools, and 

would have the advantages of being youth focused, attracting a larger number of 
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potential learners into relevant industry endorsed travel courses, as well as pre-

screening their ability and suitability for the sector 

f. Engagement processes, which will involve not only learners, but also travel 

teachers and careers advisers through the provision of training support materials 

that are current, regularly updated and focus on industry employment 

characteristics and needs 

g. Parents have a significant influence on the learning and career choices of their 

children. They need to be better informed and reassured that travel is a viable, 

professional career option. This should be supported by print material to 

complement the online strategy 

h. The creation and promotion of regional industry scholarships and work 

experience opportunities for those pursuing and suited to a travel career could be 

offered as incentives for good study performance in high school.  

1.4 Recommendations and Actions 

Recommendation 1: 

The quality and the availability of information on career paths is improved, and offers 

learners the opportunity to “benchmark” their potential suitability against industry 

requirements. 

Action 1:  

ATTTO will develop a career web portal (NZ Skills Connect) that includes user-

friendly information, developed for learners, parents and educators that presents the 

Travel Industry as a viable career option. 

Recommendation 2: 

The Travel Industry supports mechanisms for providing school level engagement 

with the sector.  

Action 2:  

ATTTO will work with the Travel Industry and schools to provide and promote a 

Travel Gateway Programme.  The programme is to include work experience with 

travel businesses, and an ongoing education process for teachers and career 

advisers. 
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2 .  SELECTING FOR SUCCESS 

2.1 Overview 
Most New Zealand travel agencies are small operators, where productivity relies on 

excellent teamwork. This requires in-house and external travel recruiters to become 

better at attracting and recruiting people who will be the ‘right cultural fit’ for the 

organisation, and better suited to working in the sector.  

The research indicated that there are key attributes sought by the Travel Industry 

from new employees: 

·  Often described as a good ‘old-fashioned’ value, employers want people with the 

‘right attitude’. The sector looks for someone who is first and foremost motivated 

and is keen to learn 

·  Although often difficult to achieve, previous experience is actively sought after  

·  Being a ‘good team player’ is the third attribute most keenly sought after. 

The new entrant who pays attention to detail will excel, as accuracy is a highly 

desired attribute. Good interpersonal and communication skills are also preferred, as 

well as the ability to multi-task and think innovatively, outside the square. 

What the research said: 

·  The majority of vacant positions over the past year were for senior staff: 

nearly 55% of respondents advertised for senior travel consultant's positions 

in the past year and 35% advertised for international consultants  

·  57% of those surveyed consider the skills available in the New Zealand 

labour market meet their current needs  

·  47% rated the ‘right attitude’ in the top 2 most important attributes sought 

·  35% expected shortage of skilled labour to remain the major Human 

Resource challenge in 2015 

·  Basic skill areas such as numeracy and literacy remain of major concern to 

the Travel Sector in terms of the ability for the current labour market to meet 

industry needs. 

Pre-employment students and entry level staff, unless properly selected and 

informed about the sector, are perceived as most likely to move on once trained. To 

keep good people, employers need to provide clear and accurate information about 

the job and to induct new employees properly. A part of this process is defining and 
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agreeing personal development needs, a step highly valued by young people who 

need to see how they can develop professionally and progress in a career. 

Technical skills:  

Industry consider a new entrant’s ability to ‘hit the ground running’ very important. To 

have relevant technical skills, such as experience with computer reservation systems 

and GDS, is highly sought after. Most recruiters consider that previous GDS 

experience gives a good indication of the applicant’s ability to understand and pick up 

more specialised in-house reservations systems. 

Providers / travel colleges: 

Travel employers comment too frequently on the inability of providers/ travel colleges 

to meet what they consider basic industry skills’ standards and requirements - 

especially in terms of quality, consistency and relevant industry course content. Many 

feel there is not enough development of basic business acumen, on selling and 

better understanding what it’s like to work in a travel business given to the courses 

on offer. They suggest that greater involvement is needed from key industry players 

to ensure students are receiving a more realistic insight into what the Travel Industry 

is about. They also suggest that students need significantly more applied skills rather 

than theoretical knowledge. This is particularly in the area of customer service and 

computer systems. 

Employers: 

Employers however should also consider a more realistic expectation of the 

capability of a new entrant and the importance of their role in inducting and bridging 

any initial skill gaps. It is very difficult for a ‘pre-employment’ trained student, for 

example, to be fully effective immediately, as the learning provider environment does 

not offer a “real” experience and, by its very nature, cannot.  

There is an immediate expectation though that new entrants will have: 

·  A basic level of computer skills with application packages such as 

Microsoft Office Suite. 

·  A reasonably high attention to detail. 

·  Be able to multi-task, as staff need to use multiple systems and 

applications at once.  

It is felt that new entrants can quickly pick up in-house systems if they have these 

basics. 
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Soft Skills:  

In a competitive commercial environment, superior customer service is viewed as a 

critical point of difference. With agencies seeking ways to gain a competitive edge by 

building strong customer relations, excellent “soft skills” are highly sought after. 

Recruiters are now looking for the ‘X‘ factor4 in new entrants, people who show 

empathy and are able to understand and adapt to customer needs. It is the soft, 

interpersonal skills of their staff that make the difference in terms of providing the 

‘right customer experience’.  

The ability to sell, and more importantly to ‘close the deal’ is taking a much higher 

priority in terms of recruitment, as work within the Travel Industry is seen primarily as 

a sales-based role. Entrants with previous industry and/or travel knowledge are 

preferred as it is easier to sell if the staff member is passionate about, or has some 

knowledge of a product or destination. 

Sales skills have been identified as an ongoing skill lacking in the workforce at all 

levels including sales and service management and leadership. As a result many 

agencies seek more senior level and international travel consultants who would have 

existing direct knowledge, experience and skills of the changing market place and 

their clients.  

In order to compensate for the shortage of sales skills, recruiters are casting a wider 

net to get people from diverse sales backgrounds into the travel industry. While these 

entrants may not have related travel experience, people with strong sales experience 

and proven sales ability are highly sought after.  

Screening: 

Assessing entrants for key attributes as part of a selection process is seen as 

ensuring that people of the ‘right-fit’ will enter the Travel Industry. 

Providers: 

There is concern in the industry that training providers do not screen out unsuitable 

candidates prior to entry into Travel Industry pre-employment programmes.  The 

consequence of poor or no programme screening means that even after graduating 

many students still do not have the required attributes needed for employment in the 

industry. Young people who may never get a travel industry job are incurring student 

loans.  




































 

� 
A critical but indefinable element, also, a noteworthy special talent or quality; Shorter Oxford English 
Dictionary - Sixth Edition - Selected new vocabulary
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Employers: 

Many travel organisations have some form of screening processes in place as part of 

their recruitment processes, with the degree of sophistication relative to organisation 

size and staffing needs. Integrated skills testing and personality assessments are 

part of some screening processes, with some organisations using highly developed 

psychometric testing for more profiled industry specific roles.  

Other screening processes considered in the industry include assessing ‘branch 

experience’ which is where the applicant is placed in a retail office environment and 

asked to complete a variety of tasks which are designed to check literacy, numeracy 

and general computer skills. Many of these skill-based tests have time restrictions to 

ensure applicants can follow and complete tasks both effectively and efficiently under 

pressure. 

However, evidence suggests that where travel businesses have poor recruitment 

systems and processes there is an increased likelihood of poor recruitment and 

parallel high staff churn at entry level. 

2.2 Sector Goal 

 
“The Travel Industry is better able to recruit and select people with the 

required skills, aptitude and abilities” 
 

2.3 Strategy 
As the job roles that exist within the Travel Industry require a combination of 

technical, people and sales skills, it is important that these attributes are actively 

sought and screened for when selecting new entrants to pre-employment training 

and for entry-level jobs.   

Three strategies can be put in place to ensure that the selection and training 

processes are improved across providers and the Travel Industry: 

·  Develop and implement an online self-screening tool for potential entrants to 

the Travel Industry 

·  Develop good practice and promote good practice pre-employment training 

programme screening and selection tools that are made available to all 

education and training providers in the Travel Industry 
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·  Develop good practice and promote good practice entry level staff screening 

and selection tools that are made available to all companies in the Travel 

Industry. 

2.4 Recommendations and Actions 

Recommendation 3: 

An online self-screening tool is made available to potential entrants to the Travel 

Industry as part of information on careers in the industry. 

Action 3:  

ATTTO will work with TAANZ and industry to develop a publically available online 

self-screening for inclusion on the ATTTO Careers Web Portal, NZ Skills Connect. 

Recommendation 4: 

Industry good practice employee selection tools are developed and their use across 

the industry is encouraged. 

Action 4:  

TAANZ will complete an investigation that identifies mechanisms for the development 

and distribution of good practice employee selection tools for use by employers. 

Recommendation 5: 

Providers are encouraged to assess the suitability of potential students across an 

appropriate range of technical and soft skill requirements for Travel Industry pre-

employment programmes. 

Action 5:  

ATTTO in conjunction with TAANZ will complete an investigation report aimed at 

identifying processes for industry and providers to work together to improve the 

employment outcomes of pre-employment programme graduates.  This report will 

cover a series of recommendations in this Travel Industry Skill Development Plan 

including an evaluation of options for the use of pre-assessment tools for pre-

employment programmes. 
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3 .  ST ARTING IN  A NEW ROLE 

3.1 Overview 
First positions for new entrants to the Travel Industry can include high volume ‘entry 

level tasks’ such as ticketing, filing, and doing all the basic jobs. For many new 

employees, especially if just out of training, the workload becomes a challenge and 

there can be a ‘high burn out factor’. 

New entrants to the industry include not only young and inexperienced people, but 

also mature workers who may have extensive sales background, but not necessarily 

up-to-date, current technical skills. The constant changes in the industry and heavy 

reliance on technology with complex reservation systems, can be a challenge to 

mature entrants. 

Larger travel organisations generally have very formal induction programmes and, in 

some cases, the new entrants may be in training for up to a month before they are 

exposed to the actual retail environment. Initial training includes areas such as 

learning about the company culture, reservation systems and basic product and 

destination training. 

What the research said: 

·  Overall, there are strong support systems in place to ensure new recruits will 

succeed once they are employed 

·  49% reported experiencing specific learning issues with new entrants 

·  30% encountered inter-generational issues 

‘Buddy’ systems are considered very effective given the hands-on nature of the 

industry, with the team leader taking the new entrant through the various in-house 

systems and monitoring their progress on a daily basis. This good practice helps 

identify learning issues. As new entrants are at their most vulnerable point in their 

careers, this transfer of knowledge via some form of mentor is seen as an integral 

part of the learning process. There is strong evidence of a link between well-

designed and well executed induction processes and forward training planning, and 

staff retention in the first year. 

In the past, employers adopted a prescribed learning process whereby staff would 

follow a standard training programme that was normally role-specific. However, some 

organisations are now putting new learning and management systems in place in an 
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effort to give their staff better resources to allow them to develop and grow not only 

within their specific jobs roles, but also across the entire organisation.  

Increasingly workplaces are using Individual Learning Plans (ILPs) to structure their 

support for their employees. The ILP is a personal and professional development 

plan designed to assist employees to identify the skills and knowledge that will help 

them to successfully engage in their work. It is helpful for both employee and 

employer to build up a picture of their current skills and knowledge, mapped against 

a career path, to determine an effective approach to career progression. The ILP 

informs the employee and assists the employer to make sense of the relationships 

between staff’s academic, professional and personal skills and development. 

3.2 Sector Goal 

 
“The Travel Industry is better able to retain and s upport new employees 

through nationally structured and supported individ ual learning processes” 
 

3.3 Strategy 
Given the identified difficulties in actually finding the right candidate, especially for 

entry-level positions, it is recommended there are strong support systems in place to 

ensure they will better succeed once employed.  

Many organisations now want individuals to take responsibility for their own learning 

and be able to ‘flag’ when there are learning issues so the appropriate support can 

be provided. This emphasis on a proactive approach for entrants to take 

responsibility for determining their own development path requires a high degree of 

interaction between the staff member and managers to meet their expectations and 

learning needs in relation to achieving individual goals. This is dependent on 

supervisory and management competence in all aspects of managing and 

developing people. 

Structured, industry-consistent, templates for Individual Learning Plans (ILPs) would 

be of great assistance to many companies in the industry.  A nationally based system 

of mentors to support employers and employees in SMEs should also be considered.  

A technology solution for supporting ILP processes (e.g. e-Portfolios) could provide a 

method for validation of learning and industry experience for both the employer and 

the individual.  A nationally supported e-Portfolio system could also provide a 

recognisable and transferrable method for employers to assess an applicant’s 
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suitability and achievements, and for existing or potential employees to create a 

record of their skills, experience and development progress. 

3.4 Recommendations and Actions 

Recommendation 6: 

The use of Individual Learning Plans and regular feedback systems for new 

employees are encouraged across Travel Industry employers. 

Action 6:  

TAANZ and NZITT will complete an investigation that identifies mechanisms for the 

development and distribution of good practice templates and guidelines for Individual 

Learning Plans. 

Recommendation 7: 

The feasibility of web-based support for Individual Learning Plans is investigated. 

Action 7:  

ATTTO will complete an investigation on the potential uses and benefits of e-

Portfolios technology for industry employees. 

Recommendation 8: 

The feasibility of a nationally based mentor system to support SMEs is investigated. 

Action 8:  

TAANZ and NZITT will complete an investigation on the options and benefits of 

developing a national system of workplace nominated mentors to support individual 

learning processes in SMEs. 
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4 .  G AINING NEW SKILLS AT WORK 

4.1 Overview 
Training by the industry (in-house) is a preference the Travel Industry is increasingly 

embracing. A significant number of travel organisations offer in-house training, 

sometimes geared towards credits for the industry’s national qualifications. The 

Travel Industry believes that offering in-house staff training enables them to develop 

staff more rapidly, reduce the time to competency and is a more effective use of 

training resources – people and funds.  

In general, provider-based training programmes are not recognised by the Travel 

Industry as well aligned to industry needs. Too often they are considered of minimal 

relevance. A key concern is the industry perception that training providers are 

presently not responsive to the evolving skill requirements of the Travel Industry. It is 

acknowledged that the time taken to review the national qualifications has 

contributed to this for those providers who have strong alignment with the national 

qualifications. 

As a consequence the development of new in-house, proprietary, training is viewed 

as a way to gain a competitive edge in the market. Most organisations provide 

rigorous training in customer service techniques, seeking to cultivate a ‘service-

minded’ employee who will add value to the customer experience and the company 

‘bottom line’. 

Organisations with learning and development frameworks already in place can offer 

staff at every level the chance to advance at their own pace by completing in-house 

training modules or working towards the Travel Industry’s national qualifications. 

What the research said: 

·  Nearly 40 % of respondents reported that information on training opportunities 

for the Travel Sector was hard to find 

·  44% experienced gaps in the training available to the Travel Industry in order 

for staff to upskill 

·  Just over half (52%) of survey respondents identified that providers are 

presently not responsive enough to the evolving skill requirements of the 

travel industry 
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E-Learning has become the tool of choice for some organisations, given that the 

demands of the job make taking time out to attend training difficult. This accessible 

medium can support the delivery and consistency of facilitated in-house training, and 

can be further enhanced by the use of online tools such as podcasts and video 

presentations. 

Internal intranets are increasingly important communications portals for staff and 

offer easy access to online training programmes, especially if the employee has 

Internet access. Some of the larger companies are in the process of developing 

extremely sophisticated learning management systems to enable their New Zealand 

based staff to be part of a global online learning system.  

4.2 Sector Goal 

 
“On and off-job learning and support programmes are  aligned to specific 

Travel Industry professional development needs” 
 

4.3 Strategy 
The following priority matrix was developed from the sector research. 

Development 
type 

Audience On/off job Who Priority 

Frontline 
supervisory 
training 

New supervisors 
and team leaders 
High potential team 
members 

On or off ATTTO / providers H (impacts frontline 
staff retention) 

Middle 
management 
training 

New and existing 
middle managers 

Off + non-
credentialised/ 
workshops & just in 
time learning 
support  

All including 
industry 
associations. 
Could include 
industry mentoring 

M/H 

Senior 
management 
training 

New and existing 
senior managers 

Off job + non 
credentialised 

Providers e.g. 
MBA; short 
courses 

To be determined 

Sales and service 
leadership 

All levels of mgmt Off job + non 
credentialised 

If a priority a 
qualification could 
be developed 

To be determined 

Selling and 
service skills 

Front line staff: full 
skills programme + 
refreshers 

Off job + non 
credentialised 

If a priority a 
qualification could 
be developed 

To be determined 

Advanced selling 
skills 

Strategic selling 
more likely of 
benefit to those in 
corporate and 
wholesale 

Off job + non 
credentialised 

If a priority a 
qualification could 
be developed 

To be determined 

Numeracy and 
literacy 

Entry level team 
members: 
Prospective 
mgmt trainees with 
technology of 
financial literacy 
problems 

Off job when picked 
up in initial provider 
screening: 
Where appropriate, 
embedded into 
ATTTO workbased 
learning support 
materials 

Strategy to be 
developed in 2009 
after funding 
issues clarified 

To be determined 
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Middle management training has been identified by the sector as a priority. While it is 

considered there is adequate training support for new entrants, as well as senior 

management and travel consultants, at middle management there is a need to 

provide programmes to meet different levels of management skills development that 

supports career progression and facilitates a smoother transition to senior 

management levels.  

Increased provider engagement with industry is necessary if providers are to play a 

more valuable role in assisting employers to the ongoing training needs of their staff 

in these priority areas. 

Greater skill in use of RCC and RPL while still meeting NZQA quality standards by 

accredited workplace assessors would be a suitable complement to the training 

process. 

4.4 Recommendations and Actions 

Recommendation 9: 

Training programmes and opportunities are increased in priority areas. 

Action 9:  

ATTTO will work with TAANZ and providers to regularly monitor and better meet the 

training needs in priority areas. 

Recommendation 10: 

The Travel Industry has consistent and current information on both credentialised 

and non-credentialised industry training across all job types. 

Action 10: 

ATTTO will maintain a database of training information and relevant Travel Industry 

courses as part of the ATTTO Travel Industry portal, NZ Skills Connect. 

Recommendation 11: 

Providers are encouraged to better align off job training programmes with industry 

needs. 

Action 11: 

ATTTO’s Travel Training Council in conjunction with TAANZ will complete an 

investigation report aimed at identifying processes for industry and providers to work 

together to improve the alignment of provider training programmes and outcomes 
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with the needs of industry.  This report will cover a series of recommendations in this 

Strategic Training Plan – Travel Sector including an evaluation of options for 

establishing and maintaining consistency between programme content and industry 

requirements. 

Recommendation 12: 

More on-job support is provided to employers and employees for RPL/RCC 

processes.  

Action 12:  

ATTTO will complete an enterprise based RPL/RCC scoping exercise and implement 

key findings from the study. 
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5 .  RECOGNIS ING SUCCESS 

5.1 Overview 
As a performance driven sector, on-going assessment of the competency of travel 

staff is given high priority, with some larger organisations using formal development 

reviews that include the use of Key Performance Indicators (KPIs). An individual’s 

KPIs are assessed and recorded on an agreed time cycle and often have salary 

reviews directly linked to an individual’s KPI. 

KPI measures such as referrals, transactions, sales figures and other indicators like 

write-offs are used to give recognition to how well staff are performing. Other key job 

competencies assessed may include sharing knowledge, team-work, attention to 

detail and soft/people skills.  

Given the competitive nature of sales teams, most travel staff respond well to these 

measures, especially when assessments are directly linked to salary reviews. 

What the research said: 

·  Around 40% of organisations reviewed their assessment methods annually 

with a quarter doing this on a monthly basis  

·  51% of respondents stated that their company provided qualifications based 

training for their employees 

·  Nearly 80% of respondents felt the current qualification systems could be 

improved 

These in-house staff assessment tools can be used to generate evidence for 

assessment against national qualifications. The research however, identified that 

there is confusion around the assessment of competence for qualifications and 

information gathered for performance management. The difference between 

assessment and moderation was also not well understood. 

There is concern that standards and qualifications achieved and assessed through 

in-house programmes versus those gained from an external provider are currently 

inconsistent, and need to be aligned. While both programmes result in the same 

qualification, the result achieved through an off job programme is regarded as inferior 

to the equivalent qualification gained on job.  

The industry supports the Travel Industry national qualifications as a mechanism for 

providing nationally consistent recognition of employees’ skills. The industry notes 
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the importance of frequently reviewing and revising the national qualifications to keep 

them up to date with the changing needs of industry. 

There has been concern for example that the national certificate had not kept pace 

with the needs of the travel sector, as the practical components of the qualification 

did not match the new skill requirements of the industry.  

5.2 Sector Goal 

 
“ Industry understands and values the place of skills  recognition, 
assessment and moderation in national travel qualif ications and the role 
these have in lifting the bar in professional devel opment in the sector ” 
 
 

5.3 Strategy 
Where ATTTO programmes are used in the workplace and where assessment 

against unit standards is conducted, the distinction between assessment and 

moderation must be improved if the quality and validity of national qualifications as 

part of the tertiary sector is to be recognised and valued by industry. 

Improved mechanisms for triggering the review and revision of qualifications need to 

be considered to ensure that the national qualifications remain aligned to the 

commercial realities and priorities of the sector. 

5.4 Recommendations and Actions 

Recommendation 13: 

Quality assurance systems are reviewed and maintained to ensure on and off-job 

assessments against national standards are consistent. 

Action 13:  

ATTTO will develop and publish further information for industry and providers on 

assessment and moderation processes and complete a review of the ATTTO 

assessor training programme. 
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Recommendation 14: 

National travel qualifications are reviewed and revised as necessary to maintain their 

relevance to the sector. 

Action 14:  

ATTTO will review current qualification maintenance processes and implement 

review findings to ensure that the national qualifications are revised at appropriate 

periods to remain relevant to the changing needs of the Travel Industry. 

Recommendation 15: 

Regular monitoring is undertaken across industry and providers to ensure 

assessment and moderation processes are clearly understood and actioned. 

Action 15:  

ATTTO will complete a survey of companies and providers in 2010 to gauge the 

understanding and effectiveness of assessment and moderation processes. 



Strategic Training Plan – Travel Sector (2009-2015) ��

6 .  KEEPING THE INVESTMENT  

6.1 Overview 
The staffing challenges facing the Travel Industry over the next five years will be 

affected by the current global economic downturn. With efforts being directed into 

remaining financially viable, many businesses are focusing largely on retaining those 

skilled employees that demonstrate core attributes. A likely approach over the next 

five years could be to try and bring experienced people back into the industry and to 

provide more in terms of career development and succession planning. 

What the research said: 

·  Most respondents reported that they feel they have taken on the responsibility 

of training and up-skilling their staff to ensure their own sustainability 

·  Succession planning has been identified as an issue, with a lack of 

experienced managers coming through the industry mainly due to a lack of 

training opportunities for this tier of the sector 

·  54% expected staff retention to remain the major Human Resource challenge 

in 2015 

A positive work environment is seen as a key factor in retaining staff and the 

shortage of skilled labour.  There is interest in the development of best practices and 

case studies that outline innovative human resource management strategies that 

have helped to create a positive work environment for the sector (e.g. strategic hiring, 

employee/employer relations, motivation techniques). 

Access to, and financial support for, quality management level training is and will 

continue to be a crucial issue for the Travel Industry. 

6.2 Sector Goal: 

 
“National travel qualifications and associated trai ning programmes support the 

professional careers of Travel Industry employees” 
 

6.3 Strategy 
On-going professional development works well when employees and employers 

understand and value the professional qualification pathways within their industry. A 

mix of training approaches that rely not only on workplace training, but also on 
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strengthening nationally recognised off-job training courses is required for both 

credentialised and non-credentialised learning. 

Performance driven results are important as the Travel Industry further consolidates 

in the future. It is vital that the sector works with government to heighten the 

importance of government’s role in providing financial support for skills development 

against national qualifications as a basis for maintaining, growing, and sustaining the 

Travel Industry as the inbound and outbound ‘shop front’ of the tourism sector. 

Further analysis of labour supply and demand should be conducted at periodic 

intervals over the next five years.   Additional sources of data such as longitudinal 

information should be used to develop sensitivity indicators of labour supply reactions 

to changing conditions. 

6.4 Recommendations and Actions 

Recommendation 16: 

Mechanisms are developed that facilitate industry demand driven education and 

training provision based on industry needs and priorities. 

Action 16:  

ATTTO and the Travel Industry associations will annually collate and publish industry 

statistics and information in a form that allows funding and programme decision 

makers to align their decisions with the needs of industry. 
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7 .  CONCLUSION 

We trust that this document will be viewed as helping the Travel Industry attract the 

right people with the right skills at the right time.  

We also trust that by putting in place the recommended strategies and actions there 

is planned way forward that contributes to productive and sustainable travel 

businesses. 

We acknowledge that it is going to require the good will and collaboration of a range 

of industry and education stakeholders to bring the strategy and actions to life. 

We commend this document to you and seek your involvement in making this work 

with the longer term viability and vitality of the Travel Industry as the focus of our 

actions going forward. 
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GLOSS ARY 

Accreditation  - The status awarded when an organisation has shown it is capable of 

delivering an approved course or assess against standards on the National Qualifications 

Framework. 

Assessment  - Collecting and evaluating evidence to establish the level of an individual's 

performance.  

Assessment criteria  - Statements against which the standard of performance of an 

element/outcome is assessed. 

Assessment method  - A particular strategy used to gather evidence of achievement. 

ATTTO - Aviation, Tourism and Travel Training Organisation. As an Industry Training 

Organisation (ITO), ATTTO works with industry partners to develop national qualifications and 

coordinate workplace training for the Aviation, Travel, Tourism and Museum industries. 

Workplace Assessor  - An assessor registered by an Industry Training Organisation to 

assess trainees. Assessments usually take place in the workplace.  

Credentialed learning  - Learning that is assessed against an approved course or 

qualification.  

E-Portfolios  - A learner's personal collection of evidence of achievement, in an electronic 

format; also a method of gathering evidence. 

ILP - Individual Learning Plans. 

ITPs - Institutes of Technology and Polytechnics. 

Levels  - There are ten levels involved in a qualification - 1 is the least complex and 10 the 

most. Levels depend on the complexity of learning. They do not equate to 'years spent 

learning' but reflect the content of the qualification. 

Moderation  - The process of confirming an organisation's assessment activities are fair, valid 

and consistent with the required standard across a number of assessors or assessing 

organisations. 

National Certificate  - A qualification on the National Qualifications Framework that 

recognises skills and knowledge that meet nationally endorsed standards (unit and 

achievement standards); National Certificates are usually registered between levels 1 and 4, 

and require a minimum of 40 credits at or above the level at which the qualification is 

registered. 

National Qualifications  - A particular combination of credits from assessment against 

national standards as determined by a national standards-setting body; national qualifications 
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must be established by a recognised national standards-setting body and must be available 

to all organisations accredited by the relevant quality assurance body. 

NQF (National Qualifications Framework) - Collectively, all nationally registered 

qualifications, unit standards and achievement standards, together with the relationships 

among these. 

NZQA - New Zealand Qualifications Authority  

NZITT - New Zealand Institute of Travel and Tourism 

Non-credentialised learning  - Learning that has no assessment against an approved course 

or qualification. For example, an industry specific seminar where no assessment of learning is 

carried out. 

Performance criteria  - Performance criteria specify the quality of the critical evidence 

required to meet the outcomes in the elements. Collectively, they provide the standards 

against which elements are assessed. 

PTE (Private Training Establishment)  - Non-state-owned organisation, registered with 

NZQA, that provides post-school education and training.  

Provider  - An individual or organisation supplying education and/or training and/or 

assessment services; includes schools, polytechnics, universities, private training 

establishments, government training establishments, wananga and workplaces.  

RPL (Recognition of prior learning)  - Assessment that makes use of indirect evidence of 

achievement and/or evidence from activities that are undertaken without first requiring 

additional learning; often called recognition or assessment of current competencies; the term 

'recognition' is meant to imply that skills and knowledge will be recognised by some form of 

assessment against established criteria. 

RCC (Recognition of current competency)  - See RPL. 

SME’s - Small/medium enterprises. 

TEC - Tertiary Education Commission. 

Unit standard  - A nationally registered, coherent set of learning outcomes and associated 

performance criteria, together with technical and management information that supports 

delivery and assessment. All unit standards are registered on the National Qualifications 

Framework, assigned a level and a credit value, and may contribute to the award of a 

National Certificate or Diploma. 


